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Abstract. Customer satisfaction (CS) is one of the most important criteria for business 
performance. Customer satisfaction contributes to the customer loyalty, which in turn helps 
improving performance of the organisation such as sales and profit. In order to survive in the 
operation and business with intense competition between enterprises, the focus of CS is important 
to ensure business excellence. This piece of work relates to a study on effect of demographic of Hajj 
Pilgrims on customer satisfaction. A questionnaire was prepared and given to 500 respondents of 
Malaysian Hajj Pilgrims which gave a 70.0% response rate or 350 respondents. Overall descriptive 
result depicts high level of CS, showing that Malaysia Hajj Pilgrims have high satisfaction towards 
Hajj services, which are being provided by Hajj Pilgrims organiser. Lembaga Tabung Haji (TH), 
which manages more than 80.0% of Malaysia Hajj Pilgrims every year, has performed the excellent 
performance towards CS. This study also shows that there are no significant differences in CS 
amongst demographics such as gender, age, occupation, academic status except category of Hajj 
Pilgrims.  
Introduction 
Customer satisfaction is one of the most important criteria for business performance [1][2]. 
Customer satisfaction contributes to the customer loyalty, which in turn helps improving 
performance of the organisation such as sales and profit [3][4]. According to Ahmad et al.[5], 
business competition requires higher levels of quality achievement to meet the customer satisfaction 
[6][7][8][9][10]. The Hajj is an Islamic pilgrimage to Mecca and the largest gathering of Muslim 
people in the world every year and it is one of the five pillars of Islam, and a religious duty which 
must be carried out by every Muslim who can afford to do so at least once in his or her lifetime 
[11]. 
In Malaysia, Lembaga Tabung Haji (TH) is the premiere Islamic financial institution. TH has been 
established in 1963 and TH has 50 years of experience in deposits, Hajj services & operations and 
investments [10]. Being the country's largest Islamic fund manager with more than RM41billion 
funds, TH endeavours to strengthen the economy of the Malaysian Muslims by capitalizing on its 
available funds and resources [10]. Lembaga Tabung Haji (TH), which manages more than 80.0% 
of Malaysia Hajj Pilgrims every year, have well experienced in organising Hajj Pilgrims. TH 
provides package for "Muassasah". Other packages are organised by Private Hajj Pilgrims 
companies namely “Pengelola Jemmaah Haji” and "Pakej Haji TH Travel & Services Sdn. Bhd 
(THTS)".  
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Methodology 
A total of 500 questionnaires were given to Hajj pilgrims. 352 questionnaires were returned which 
represented 70.0% response rate. The number of returned questionnaires that were found to be 
usable in this study was 350, which represented about 70.0% response rate. Since the response rate 
is quite high compared to a previous study, it shows that respondents are interested in this research. 
The responses were later analysed using the SPSS Version 18 statistical package. Figure 1 shows 
the conceptual framework for this study. 
 
 
Figure 1: Conceptual Framework 
 
Survey Result 
 
Descriptive result of respondents 
The first aspect analysed was the descriptive result of the respondents. Overall result shows that 
mean score of each categories is more than 4.0 likert scale, which can be categorized as high and 
satisfied level. As summarised in Table 1, female (µ=4.68) has higher CS (µ=4.66) compared to 
male. As can be seen in Table 2, the highest mean group for age is 31-40 years (µ=4.64) and 
followed by 21-30 years (µ=4.61). Table 3 shows that the highest mean for occupation is goverment 
/ statutory sector (µ=4.71) and followed by pensioner (µ=4.71). The lowest percentage is student 
(µ=4.53).Table 4 shows that the highest mean for academic is “Sijil Rendah Pelajaran” and below 
(µ=4.68), and followed by bachelor of degree (µ=4.67). The lowest mean is “Sijil Tinggi 
Persekolahan” (µ=4.60). Respondents who have performed Hajj more than once (µ=4.71) is higher 
compared to first time respondents (µ=4.66) as shown in Table 5. Table 6 shows that the highest 
mean score for category of Hajj Pilgrims is “Pengelola Jemaah Haji” (µ=4.72)  and followed by 
“Muassasah” (µ=4.70). Thus, overall descriptive result shows high level in all demographics of 
respondent showing that Malaysia Hajj Pilgrims have high satisfaction towards Hajj services. In 
addition, Lembaga Tabung Haji (TH) has performed the excellent performance towards CS. 
 
Table 1: Descriptive and rank of CS based on gender 
 Gender N Mean Std. Deviation Std. Error Mean Rank 
 Male 177 4.6610 .44709 .03361 2 
Female 173 4.6786 .45476 .03457 1 
However, female has higher CS practices (M=4.68, SD=0.45) compared to male (M=4.66, SD=0.45). 
Table 2: Descriptive and rank of CS based on age 
 
N Mean Std. Deviation Std. Error Rank 
 15-20 years 4 4.4844 .52907 .26453 6 
21-30 years 9 4.6088 .43160 .14387 2 
31-40 years 47 4.6436 .43184 .06299 1 
41-50 years 138 4.5672 .43251 .03682 3 
51-60 years 124 4.5501 .44690 .04013 5 
61-70 years 27 4.5571 .46787 .09004 4 
71-75 years 1 5.0000 . .  
Total 350 4.5720 .43923 .02348  
Table 3: Descriptive and rank of CS based on occupation 
 
N Mean Std. Deviation         Std. Error Rank 
Goverment / Statutory sector 118 4.7136 .40126 .03694 1 
Private sector 81 4.6420 .47824 .05314 4 
self-employed 52 4.5808 .55907 .07753 5 
Pensioner 46 4.7130 .39923 .05886 2 
Housewife 47 4.6809 .42459 .06193 3 
Student 6 4.5333 .51640 .21082 6 
Total 350 4.6697 .45034 .02407  
CS Demographics 
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Table 4: Descriptive and rank of CS based on academic 
 
               N            Mean 
                          
Std. Deviation             Std. Error Rank 
Sijil Rendah Pelajaran and bellow 26 4.6769 .42737 .08381 1 
Sijil Pelajaran Malaysia 82 4.6585 .44940 .04963 4 
Sijil Tinggi Persekolahan 21 4.6000 .66332 .14475 5 
Diploma 51 4.6745 .43259 .06058 3 
Bachelor of Degree 163 4.6748 .43438 .03402 2 
Others 7 4.8286 .37289 .14094  
Total 350 4.6697 .45034 .02407  
  
Table 5: Descriptive and rank of CS based on frequency of Hajj 
 Frequency of Haji N Mean Std. Deviation Std. Error Mean Rank 
 
First time 292 4.6610 .46067 .02696 2 
More than once 58 4.7138 .39490 .05185 1 
 
Table 6: Descriptive and rank of CS based on category of Hajj Pilgrims 
 
N Mean Std. Deviation Std. Error Rank 
Muassasah 212 4.7038 .41235 .02832 2 
Pakej Haji THTS 77 4.5351 .51242 .05840 3 
Pengelola Jemaah Haji (PJH) 61 4.7213 .46802 .05992 1 
Total 350 4.6697 .45034 .02407  
 
Internal consistency 
 
In order to validate the survey instrument used in this study, an internal consistency reliability 
analysis was conducted. The Cronbach’s alpha measures of reliability for the construct is 0.919, 
which are well above value of 0.7 as shown in Table 7. It means that the instrument in this survey 
was reliable.  
Table 7: Cronbach alpha for CS 
Factors 
No of 
items 
Deleted 
Item Cronbach alpha value 
C. Jemaah Satisfaction 5 
 
Nil 0.919 
 
Test of significant on differences of means 
Six significance tests of t-test and one-way ANOVA were carried out to investigate whether there 
are any significant effect of demographics on CS as hypotheses H1 until H6.  
H1: Gender has effect on CS 
An independent-samples t-test was conducted to compare CS between male and female as shown in 
Table 8. There was not a significant difference in CS for male (M=4.66, SD=0.45) and female 
(M=4.68, SD=0.45) conditions; t(343) = 1.073, p > .05.  
 
Table 8: t-test analysis for CS 
 Link to models µ Male µ Female t-value p-value Results 
H1 CS 4.66 4.68 1.073 0.715 Not Sig. 
 
H2: Age has effect on CS 
A one-way between subjects ANOVA was conducted to compare the effect of age on CS. There 
was not a significant effect of age on CS at the p<.05 level for the seven conditions [F(6,343) = 
1.073, p = 0.378] as shown in Table 9.  
 
Table 9: One-way Anova for Age 
  Sum of Squares df Mean Square F Sig. Result 
H2 CS Between Groups 1.304 6 .217 1.073 .378 Not Sig. 
 Within Groups 69.475 343 .203    
 Total 70.779 349     
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H3: Occupation has effect on CS 
There was not a significant effect of occupation on CS at the p<.05 level for the six conditions 
[F(5,344) = 0.890, p = 0.488] as shown in Table 10.  
 
Table 10: One-way Anova for Occupation 
  Sum of Squares df 
Mean  
Square F Sig. 
Result 
H3 CS Between Groups .904 5 .181 .890 .488 Not Sig. 
 Within Groups 69.875 344 .203    
 Total 70.779 349     
 
H4: Academic has effect on CS 
There was not a significant effect of academic on CS at the p<.05 level for the six conditions 
[F(5,344) = 0.289, p = 0.919] as shown in Table 11.  
 
Table 11: One-way Anova for Academic 
  Sum of Squares df 
Mean 
Square F Sig. 
Result 
H4 CS Between Groups .296 5 .059 .289 .919 Not sig 
 Within Groups 70.483 344 .205    
 Total 70.779 349     
 
H5: Frequency of Hajj has effect on CS 
An independent-samples t-test was conducted to compare CS between first time group and more 
than once group as shown in Table 12. There was not a significant difference in CS for first time 
group (M=4.66, SD=0.46) and more than once group (M=4.71, SD=0.39) conditions; t(348) = 
0.816, p > .05.  
Table 12: T-test analysis for Frequency of Hajj 
               Link to models µ First time µ More than 
once 
t-value p-value Results 
H5 CS      4.66         4.71       0.816 0.415       Not Sig. 
 
H6: Category of Hajj Pilgrims has effect on CS 
There was a significant effect of category of Hajj Pilgrims on CS at the p<.05 level for the three 
conditions [F(2,347) = 4.539, p = 0.011].  
Post hoc comparisons using the Tukey HSD test indicated that the mean score for "Muassasah" (M 
= 4.70, SD = 0.41) was significantly different than "Pakej Haji THTS" (M = 4.54, SD = 0.51). In 
addition, "Pengelola Jemaah Haji" (M = 4.72, SD = 0.47) was also significantly different than 
"Pakej Haji THTS" (M = 4.54, SD = 0.51). However, "Pengelola Jemaah Haji" (M = 4.72, SD = 
0.47) did not significantly differ from "Muassasah". 
 
Table 13: One-way Anova for Hajj Pilgrims 
  Sum of Squares df Mean Square F Sig. Results 
H6 CS 
Between Groups 1.804 2 .902 4.539 .011 
Sig 
 Within Groups 68.975 347 .199    
 Total 70.779 349     
 
Discussion 
Overall descriptive result shows high and satisfied level in all demographics of respondents. 
Lembaga Tabung Haji (TH) has showing the excellent performance of CS. Tabung Haji has to 
sustain and continuously perform the excellent performance to Malaysia Hajj Pilgrims and create a 
strategy towards developing beyond the excellent performance margin to achieve above the Hajj 
Pilgrims' expectation in the future such as application of information and communication 
technology (ICT) and introduction of latest technology in delivering their services. 
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Conclusion 
Overall result of CS amongst Hajj Pilgrims organisers are high and satisfied. Lembaga Tabung Haji 
(TH) has showing the excellent performance of CS. This paper has presented the results of a survey 
conducted on Hajj Pilgrims with the main purpose of the effect of demographics on CS.  
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